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CHAPTER 1: CONTINUOUS QUALITY
IMPROVEMENT (CQl)

OUTCOME STATEMENT: Utilize on an on-going
basis a quality review process that accurately
measures processing performance in a way that
creates a perpetual self-diagnostic and self-fixing
process.
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Quality Control Unit Overview
- QC Unit is managed by Public Health
- QC reviews Active and Negative Findings

- QC Specialist review cases based on state and federal
regulations

- After the QC Specialist completes their review, it is re-
reviewed by the QC-Payment Accuracy Specialist.

- A subsample of each month’s cases are reviewed by FNS.
- SNAP actions that are reviewed by QC and the QC-PAS are:

« SNAP Active-are reviews of the accuracy of the dollar amount each household is
receiving.

- SNAP Negative-are reviews of the processing status for which households were denied,
suspended, or terminated.

« SNAP Timeliness- are reviews to determine if the household received the SNAP benefits
in a timely manner.
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Program Accuracy Unit

« PAS Unit is managed by Children and Family Services.

PAS determine if proper procedures and policy were used to continue or establish
eligibility, review documents and case files, and conduct Targeted Reviews to
determine where errors or breakdowns are occurring.

PAS create Weekly R.E.Ps (Recap of Essential Policy and Procedures), Captivate

Videos and Quizzes that are shared with the field.
« The most current training materials are uploaded on SharePoint under Training Tools by Topic.

Programs PAS review:
* SNAP
* SNAP Timeliness
+ Child Care
+ Aid to Dependent Children
+ Assistance to Aged, Blind, or Disabled Payment
* Low-Income Home Energy Assistance Program
 Social Services for Aged and Disabled

PAS review the following Functions:
* Interviewing
* Processing
* Change Management

Phone Observations
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CHAPTER 2: FEDERAL REPORTING

Goal Statement: Continually meet or exceed Federal Guidelines with the
goal to optimize quality and realize Federal Bonus Funds
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Goal Statement: SNAP timeliness will move towards the goal of being ranked #1 which will ensure that households will
receive accurate benefits within 7 days upon receipt of application for Expedite households and by 30 days upon receipt of
application for Non-Expedited households.
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The above chart: Shows the current ranking July to January 2014.
Updated: 5/2014.

Timeliness Rankings are released Quarterly.

Timeliness: measured from application receipt date for when benefits are administered and in the customers hands.
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Active Findings

Strengths/Accomplishments:
Action Items:

1. SCR 14203 for July 13 will issue EBT cards
when a SNAP case is pended instead of
approved.

2. SCR 14954 for July 13 will add a Death
indicator on an SSA record.

3. SCR 13516 for July 13 will give workers
the ability to check to EDRS records for
SNAP IPVs that have occurred in another
state.

4. SCR 15280 will add a new closure reason
for people who have been Disqualified
from Another State.

5. SCR 14866 will create a prefilled EA
Review/Recert applications.

6. SCR 15056 Verif request correspondence
will be added to CBI.

Barriers:

Goal Statement: The accuracy of SNAP Active cases will move towards the goal
of 100% correctness on the SNAP amount each household is receiving.
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The above chart: Is measured in dollars for the percentage errors and is showing a
comparison of Active Error rankings for 10/2013 to 12/2013.

Updated:6/2014.
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Active Errors

Deportmert of Hookh & Humon Services
DHHS ‘ April 2013-January 2014
—— _ Federal Actives Total Errors Called

m Client Caused Error m CSC Worker Error = Local Office Worker Error ® Workflow Process Error

CSC Most Frequently Cited Errors Local Office Most Frequently Cited Errors

Earned Income not updated/budgeted incorrectly: 5 Earned Income not updated/budgeted incorrectly: 4

Unearned Income not updated/budgeted incorrectly: 3 Unearned Income not updated/budgeted incorrectly: 4
Household Composition Incorrect: 3 Shelter/Utility Expenses not updated/incorrect used in budgets: 3

The above chart and cited information: Represents where the Active Errors occurred and the
top errors found.
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Negative Findings

Strengths/Accomplishments:

1. SCR 14203 for July 13 will issue EBT cards
when a SNAP case is pended instead of
approved.

2. SCR 14954 for July 13 will add a Death
indicator on an SSA record.

3. SCR 13516 for July 13 will give workers the
ability to check to EDRS records for SNAP
IPVs that have occurred in another state.

Barriers:

Goal Statement: The accuracy of SNAP Negative cases will move towards the goal of
100% correctness on the processing status for which households are denied,
suspended, or terminated.
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The above chart: Shows a comparison of Negative Error rankings for 10/2013 to 12/2013.

Updated:6/2014.
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Negative Errors

Deportment of Heoth & Humon Services

DHHS 4 April 2013-January 2014
NEBRAS KA Federal Negatives Total Errors Called

M CSC Worker Error = Local Office Worker Error ™ Workflow Process Error

Local Office Most Frequently Cited Errors
Case denied untimely for failure to provide after day 30: 11

Incorrect denial - agency delay interview scheduled untimely: 4
Incorrect denial due before day 30 — address error: 3

The above chart and cited information: Represents where the Active Errors occurred and the
top errors found.
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CHAPTER 3: STATE REPORTING

Outcome Statement: Children and Family Services Economic Assistance
Constituents will receive services in a timely manner and will be
processed according to State and Federal Guidelines.

Goal Statement: Continually review completed cases, then measure and
report CFS processing performance.
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06/25/2014

Total Electronic Applications

Joporiment of Hooth & Humen Services
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06/25/2014

Total Electronic Applications
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Backlog of Pending Program Cases over 30 days

Definition: Total Backlog is defined as the total number of Program Cases that are in Pending status plus the total number of
applications that are in the app management queue.
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Backlog of Programs

Definition: Program Backlog is defined as the total number of Programs that are in Pending status. Each program is represented as a
line on the chart.
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Backlog of Programs

Definition: Backlog of Pending Program Cases over 30 days is defined as the total number of Program Cases that are in Pending
status over 30 days from their application received date. 30 days pending may not mean that the case is untimely depending on
program. Each program is represented as a line on the chart.
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Backlog of Program Cases

Definition: Backlog of Expedited SNAP cases Pending more than 7 days is defined as the total number of SNAP Program cases that
have been screened as Expedited and are in Pending status over 7 days from their application received date.
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SNAP Timeliness Case Reads

SNAP Timeliness Case Reads Completed
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Goal Statement: The SNAP program will move towards the goal of 96% accuracy on actions taken on all SNAP household
cases.

SNAP: Timeliness

Strengths/Accomplishments:

Internal Review - SNAP Timeliness

Overall Case Accuracy Comparison
Captivate Video released:
1. Handling Resources: 6/16/2014

R.E.P. Released:
1. Scheduling Interviews 6/16/2014

Action Items:

1. SCR 14203 for July 13 will issue EBT
cards when a SNAP case is pended
instead of approved.

2. SCR 15066 for July 13 will disallow
change of payee and case name of
SNAP program cases.

3. SCR 14999 will track the reasons an
application was denied untimely.

4. SCZR 4134 for July will fix an edit
that allowed a worker to set an
expedited indicator in future
months and disallowed editing it at
the time of processing.

Percentage Correct

Internal Review - SNAP Timeliness
Overall Element Accuracy Comparison

5. EBT card question on the Eapp.

Barriers:

2012

I 2013

2014

s Goal

Level

Percentage Correct
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SNAP: Timeliness
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SNAP: Timeliness

Percentage of Errors Cited
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SNAP Timeliness - Highest Element Error Percentages

March-May 2014

March - May 2014

M Expedited
Application Deadlines
Not Met

B Non-Expedited Initial
Application Deadlines
Not Met

1 Recertification
Application Deadlines
Not Met

M Delay in Date
Received, Tied and
Pended
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% Teri C. & Brian S.

SNAP: Timeliness

SNAP Timeliness March-May 2014
Expedited Application - Most Frequent Causal Factors Cited

20 T 61 Elements 83 Elements 122Elements | minterview scheduled

18 | Reviewed Reviewed Reviewed -  untimely-workflow
process error

16

M Interview scheduled
untimely-worker

= Application not
processed at the time of
interview

Frequency of Error Cited

M Agency caused delay-
untimely approval

W Required interview was
not completed

Mag-14 Apr-14 May-14

Frequency of Error Cited

25

20

i)

10

SNAP Timeliness March-May 2014
Non-Expedited Application - Most Frequent Causal Factors Cited

86 Elements 132 Elements

Reviewed

B Agency caused delay-
untimely denial

58 Elements

Reviewed Reviewed

B Interview scheduled
untimely-workflow process
error

= Agency caused delay-
Pending notice not sent

B Application not pended
within 2 working days of
receipt

¥ Interview scheduled
untimely-worker

Mar-14 Apr-14 May-14

SNAP Timeliness March-May 2014
Recertification - Most Frequent Causal Factors Cited

70 1 91 Elements 154 Elements 228 Elements u Client did not file timely
Reviewed |_Reviewed i (by the 15th of the last
3 00 month of the cert period)
z s [ | Inte'rview scheduled
8 untimely-workflow
frr process error
5 40
> ] Age'ncy caused delay-
= 30 - untimely approval
g
4 20 ® Application not pended
within 2 working days of
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0 <
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150

125

100

75

50

25

SNAP Timeliness March -May 2014
Delay in Pending & Tying - Most Frequent Causal Factors Cited

168 Elements
Reviewed

242 Elements
Reviewed

375Elements
Reviewed

m Application not pended

within 2 working days of
receipt

H Five calendar days

1 Over five calendar days

B Four calendar days
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All Programs Reviewed

Economic Assistance Programs - All Functions
Statewide - Overall Case Accuracy
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All Programs Reviewed

All Programs - Interviewing Function
Overall Case Accuracy Per Service Area/CSC
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SNAP Accuracy

SNAP - Overall Case Accuracy & Master Case Reads Completed
Per Service Area/CSC
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SNAP Interviewing Program Case Reads
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o Goal Statement: The SNAP program will move towards the goal of 93% accuracy on actions taken on all SNAP
SNAP: Inter\/lewmg household cases.

Strengths/Accomplishments: : ST
REP. Released: Internal Review - SNAP Interviewing

1. Interview Tracking: 6/2/2014 i Overall Case Accuracy Comparison
2. Scheduling Interviews 6/16/2014 R

Action Items:

Barriers:

Percentage Correct

Internal Review - SNAP Interviewing
Overall Element Accuracy Comparison

—— 2012

2013

90% - 2014

===Goal

85% Level

Percentage Correct

80%

75%
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SNAP: Interviewing

SNAP Interviewing - Highest Element Error Percentages
March - May 2014
20%
m Earned Income
- 18%
P 16%
(&) i
4 14% W Initial
§ 12% Application
"g 10% W Procedure
g 8%
=
3 6% W Recertification
a 4% - Application
2% - Retermination
0% -
March - May 2014
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SNAP: Interviewing

SNAP Interviewing March - May 2014
Earned Income - Most Frequent Causal Factors Cited
Teri C.
101 183 Flements 203 Elements 373 Elements o
Revi d . d . B Terminated income not

eviewe Reviewe Reviewed identified/requested/requested
oS incorrectly
=
?:': M Past 30 days income up to date of
= interview not
5 requested/requested incorrectly
>
(5]
E 1 Income of financially responsible
o HH member not requested
s

B Fluctuating income not
0 identified/requested/requested
incorrectly
Mar-14 Apr-14 May-14

DHHS Statewide CQl Meeting

'-f . _ Initial Application - Most Frequent Causal Factors Cited

SNAP Interviewing March - May 2014

| 107 Elements

123 Elements 202 Elements | ™ Duplicate application

Reviewed

Reviewed Revi 0

B Expedited / non-expedited
status incorrectly coded on
N-FOCUS

= Application unanswered
questions not addressed

Frequency of Error Cited

6
4
2,
00 0 00
0,

B Interview letfer created
incorrectly &
Sheila B. & PAS Te

W EBT card issuance not
notified

Mar-14 Apr-14 May-14

2am

SNAP Interviewing March - May 2014
Procedure- Most Frequent Causal Factors Cited

|| 174 Elements
Reviewed

362FElements |
Reviewed

196 Elements

Reviewed B Interview scheduled

untimely-worker

M Alert/Work Task not
accepted

® VR requested
information that
was not needed

B VR incomplete or
not specific

Frequency of Error Cited

M VR not used

o)

A\ON, 2\ .

| 89Elements

SNAP Interviewing March - May 2014
- Recertification Application- Most Frequent Causal Factors Cited

179 Elements
Reviewed

87 Elements
Reviewed

M Interview letter created
incorrectly

Reviewed

Frequency of Error Cited

B CR Waiver - Interview
not required

1 Application unanswered
questions not

addressed
B Duplicate application

M SR Waiver - Interview
not required

Mar-14

Apr-14 May-14
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SNAP Processing Program Case Reads

SNAP Processing - Program Cases Reviewed

EAs
Z\D A,
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Goal Statement: The SNAP program will move towards the goal of 93% accuracy on actions taken on all SNAP
household cases.

SNAP: Processing

Strengths/Accomplishments: ( = <O Internal Review - SNAP Procecssing

Captivate Video released: Overall Case Accuracy Comparison

1. Handling Resources:
6/16/2014

Action Items:

1. SCR 14389 for July 13 will
Eliminate the duplicate Mail
Received Alerts Exist work
task.

Barriers:

Percentage Correct

Internal Review - SNAP Processing
Overall Element Accuracy Comparison

100%
m— 2012
95%
v 3
g 2013
S 90%
& w2014
=
S 85% -
E em——Goal

Level
80% -

75%




06/25/2014

DHHS Statewide CQl Meeting

SNAP: Processing

Percentage of Errors Cited

20%
18%
16%
14%
12%
10%
8%
6%
4%
2%
0%

SNAP Processing - Highest Element Error Percentages
March - May 2014

B Reporting
Category

B Deductions

W Resources

B Procedure

March - May 2014
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SNAP: Processing

Frequency of Error Cited

SNAP Processing March - May 2014
Reporting Category - Most Frequent Causal Factors Cited

% Brian S., Jennifer M. & Juli H.

198 Elements 334 Elements 466 Elements F
¢ : 3 H Length of Reporting
Reviewed | Reviewed Reviewed Category incorrect/
Certification period
incorrect

M Case in incorrect
Reporting Category

u CE determination
incorrect

Frequency of Error Cited

20

SNAP Processing March - May 2014
Deductions - Most Frequent Causal Factors Cited

| 202 Elements 331 Elements 453 Elements | M Utility allowance incorrect
Reviewed Reviewed Reviewed
h Ann K. & Jared H.
B Shelter expenses-
incorrectly

included/exclude d/NFOCUS

| | EREWeEré%enses-
information provided, not
acted on

B Medical - Incorrectly
included/excluded;
Information not acted on

B Child Support - Incorrectly
included / excluded;
Information not acted on

Mar-14 Apr-14 May-14

Frequency of Error Cited
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30 +

20

10 +
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SNAP Processing March - May 2014
Resources - Most Frequent Causal Factors Cited

Teri C., Alex G. and

I 198 Elements 333 Elements 454 Elements
Reviewed ; . Dawn P.
B Budgets not updated with
declared/documented
resources

W Resource incorrectly
included

u Resource incorrectly
excluded

Mar-14 Apr-14

May-14

Frequency of Error Cited

10

| 200Elements

SNAP Processing March - May 2014
Procedure - Most Frequent Causal Factors Cited

337 Elements
| Reviewed

463 Elements h :
K m VR requested information

that was not needed

M Reported information
provided not
entered/updated/Addres

s not updated
lAer‘[}J ork Task not
accepted

W Alert/Work Task accepted
but not cleared/closed

Mar-14

Apr-14 May-14
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SNAP Change Management Program Case Reads

SNAP Change Management - Program Cases Reviewed

700

600 m 2012

m 2013

12014

Number of Program Cases Reviewed
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Goal Statement: The SNAP program will move towards the goal of 93% accuracy on actions taken on all SNAP
household cases.

SNAP: Change Management

( Internal Review - SNAP Change Management
Strengths/Accomplishments: ' ; Overall Case Accuracy Comparison

Captivate Video released:
1. Handling Resources: 6/16/2014

Action Items:
1. SCR 14389 for July 13 will Eliminate the
duplicate Mail Received Alerts Exist
work task.

Barriers:

Percentage Correct

Internal Review - SNAP Change Management
Overall Element Accuracy Comparison

100%
- 2012
95%
m— 2013
90% 2014

e Goal
Level

85%

80%

Percentage Correct

75%

70%
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SNAP: Change Management

Percentage of Errors Cited

25%

20%

15%

10%

5%

0%

SNAP Change Management - Highest Element Error Percentages

March - May 2014

March - May 2014

®m Earned Income

B Unearned Income

m Deductions

H Procedure
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SNAP: Change Management

SNAP Change Management March - May 2014
Earned Income - Most Frequent Causal Factors Cited

SNAP Change Management March - May 2014
Unearned Income - Most Frequent Causal Factors Cited

10 —| i
80 Elements 98 Elements 52 Elements ¥ Income incorrectly 10 | 75|
3 ements 126 Elements g
Reviewed Reviewed Reviewed included/excluded : ; 54 E~lements u Fhlld Support amount
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= 5 ; 6t budgeted / not removed
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[=] >
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H @
§ M Data entry of income 3 4+ # Other unearned income
g incorrect 2 incorrect / not budgeted /
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2 4
® Pay schedule entered W SSA amount incorrect / not
in incorrectly 0 0 0 - budgeted / not removed
0 - . :
Mar-14 Apr-14 May-14 Mar-14 Apr-14 May-14

Frequency of Error Cited

SNAP Change Management March - May 2014
Deductions - Most Frequent Causal Factors Cited
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Reviewed

83 Elements
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B Shelter expenses
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m Utility allowance
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m Medical Exepnses
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B Shelter expenses-as
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SNAP Change Management March - May 2014
Procedure - Most Frequent Causal Factors Cited

261 Elements

272 Elements
| Reviewed

Reviewed

135Elements

B Alert/Work Task accepted
and cleared but not acted

upon correctly
m Worker failed to
update/enter

Mar-14

information.
1 Alert/Work Task accepted
and cleared but not acted

Apr-14

upon
m VR requested information
that was not needed

May-14

= VR incomplete or not
specific
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SNAP: Steps to Improvement

Timeliness: Interviewing:

« Clarification on when a SNAP
application can be received for

- Interview letter created incorrectly:
ez T ClhEE e Shelia Bacon (PDSA) and PAS Team
« Clarification on denials of Wy FER)

applications when interviews were Processing:
scheduled late: Teri Chasten.

- Shelter expenses

Interviewing: included/excluded/NFOCUS Entry:

+ Application month income tip and
update to EIV: Teri Chasten Ann Kawata and Jared Hurst

- Turning off SNAP Expedited - Training/Tip for follow-up questions
indicator switch: Brian Svoboda to be asked during the interview:
Processing: Alex Garcia and Dawn Peatrowsky
- One time report on cases that are - Budgets not updated with
in the wrong Category: Brian declared/documented Resources:
Svoboda :
Teri Chasten (memo released on

« Quiz on Reporting Category: Juli

Hansen and Jennifer Miller 5/30/2014)
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Child Care Accuracy

Percentage Correct

100%
90%
80%
70%
60%
50%

40% -

30%
20%

Child Care - Overall Case Accuracy & Master Case Reads Completed
Per Service Area/CSC

= Mar-14

m Apr-14

= May-14

& & & <8
5 5 & >
&K % e
N

Percentage Correct

100%

80%

60%

40%

20%

0%

Child Care All Functions - Statewide Overall Case Accuracy
Total Child Care Master Case Reads Completed

m Mar-14

m Apr-14
439 = May-14

Statewide
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Child Care Interviewing Program Case Reads

Child Care Interviewing - Program Cases Reviewed

110

W 2012

m 2013

w2014

Number of Program Cases Reviewed
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Goal Statement: The Child Care program will move towards the goal of 95% accuracy on actions taken on all Child
Care household cases.

Child Care: Interviewing

Strengths/Accomplishments: : Internal Review - Child Care Interviewing
R.E.P. Released: ~ Overall Case Accuracy Comparison
1. CCServices not Authorized:
5/26/2014

2. CClncome: 6/9/2014
R.E.P. Released:
1. Interview Tracking: 6/2/2014
2. Scheduling Interviews
6/16/2014

Percentage Correct

Action Items:

1. SCR 13158 for July 13 will list
the most recent
authorizations at the top of
the list.

2. SCR 15370 will fix a bug with
rescheduling interviews.

Barriers:

Internal Review - Child Care Interviewing
Overall Element Accuracy Comparison

2012

2013

w2014

G oal

Level

Percentage Correct
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Child Care: Interviewing

Child Care: Interviewing

Success Stories:

1. Procedure
-Removed Causal: VR for
class schedule not
requested, last error cited
2/2014
2. Application 10%
-Removed Causal:
Interview Letter created
incorrectly, last error
cited 2/2014

Child Care Interviewing - Highest Element Error Percentages
March - May 2014

H Earned Income

8%
B Procedure
6%

= Application

1%

Percentage of Errors Cited

2%

0%

March - May 2014
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Child Care: Interviewing

Child Care Interviewing March - May 2014
Earned Income - Most Frequent Causal Factors Cited

'l 95 Elements 64 Elements 81 Elements B Self-employment
Reviewed Reviewed Reviewed ledger(s) not

requested/requested
incorrectly

B Past 30 days income not
requested/requested
incorrectly

Frequency of Error Cited

u Verification of new

employment not
0 0 0 0 0 _requested/requested
. ' . incorrectly

Mar-14 Apr-14 May-14

Child Care Interviewing March - May 2014
Procedure - Most Frequent Causal Factors Cited

Child Care Interviewing March - May 2014
Application - Most Frequent Causal Factors Cited

5 | W
95 Elements 64 Elements 84 Elements
- . X , 3 58 Elements 42 Elements 63 Elements
Reviewed Reviewed Reviewed M Program Case is set to g - ; .
3 incorrect mode Reviewed Reviewed Reviewed | Dupl'lcat.e \ !
S 4 3 4 application/interview
g & not needed
r <) = Family does not have an
6 3 = VR requested 2 ¥
> : : o] 3 approved need
o information that was 5
] not needed >
g 2 <  Application form
= = 2 questions not answered
m Interview Tracking Not o
1 Updated £ Ny S
1 H Application not
current/not found
v | 0 0 0 0 0
Apr-14 May-14 i

Mar-14 Apr-14 May-14
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Child Care Processing Program Case Reads

Number of Program Cases Reviewed

250
S
200
175
150
125
100

75

50

S

Child Care Processing - Program Cases Reviewed

<<
S - N ¢ Sl I & & &
O 2
SIS O oS LU i R e
& < S & [ & &
% Q& 8) o‘-& &
5% < Q

w2012
m 2013
m2014
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Goal Statement: The Child Care program will move towards the goal of 95% accuracy on actions taken on all Child Care
household cases.

Child Care: Processing
Internal Review - Child Care Processing

Strengths/Accomplishments: . Overall Case Accuracy Comparison
Captivate Video released:
1. Closing CC Authorizations:
5/26/2014
2. Handling Resources:
6/16/2014

R.E.P. Released:

1. CCServices not authorized:
5/26/2014

2. CClncome: 6/9/2014

Percentage Correct

Action Items:

1. SCR 14389 for July 13 will
Eliminate the duplicate Mail
Received Alerts Exist work task.

2. SCR 14866 will create a prefilled
EA Review/Recert applications.

3. SCR 15056 Verif request

correspondence will be added to Ok Internal Review - Child Care Processing
CBI. 23 Overall Element Accuracy Comparison
100%
Barriers: — 2012
95%
2013
90% w2014
s Goal

85%
Level

80%

Percentage Correct

75%

70%
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Child Care: Processing

Percentage of Errors Cited

40%

35%

30%

25%

20%

15%

10%

5%

Child Care Processing - Highest Element Error Percentages

March - May 2014

March - May 2014

® Earned Income

® Authorization

= Procedure

M Resources
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Child Care: Processing

Child Care Processing March - May 2014
Earned Income - Most Frequent Causal Factors Cited

12—

104 Elements
Reviewed

196 Elements
Reviewed

u Self Employment
ledger not
obtained/incomplete/
not annualized

B Most current 30 days
wages not used

164 Elements
Reviewed

I Income incorrectly
included/excluded

Frequency of Error Cited

®m Documentation
missing/incomplete to
support prospective
income

Mar-14 Apr-14 May-14

Child Care Processing March - May 2014
Authorizations - Most Frequent Causal Factors Cited

| 101E1ements
| | Reviewed

152 Elements

Reviewed

178 Elements
Reviewed

-
[
o=
o
=
(=]
=
=
w
e
=)
>
0
=
@
3
o
o
=
[

Mar-14

Apr-14

May-14

M Incorrect hours/days
authorized

B Autharization missing

= Approved activity and
hours not described using
correct authorization
description

B Authorization dates are
inconsistent with
information known to
agency

Child Care Processing March - May 2014
Procedure - Most Frequent Causal Factors Cited

| 104 Elements
18 - Reviewed

197 Elements |
Reviewed 1

167 Elements
Reviewed

B Review dates not
updated correctly

B VR not used for
missing verifications

m Alert/Work Task
accepted and cleared
but not acted upon

Frequency of Error Cited

M Information
provided, not acted
on

Mar-14

| 47 Elements

57 Elements

18 ——{ Reviewed

Reviewed

Child Care Processing March - May 2014
Resources - Most Frequent Causal Factors Cited

155 Elements

Reviewed

| mBudgets not updated

with
declared/documented

resources

B Resource incorrectly

included/excluded

Frequency of Error Cited

Mar-14

Apr-14

I Motor vehicle
incorrectly included /
excluded




06/25/2014

Child Care Change Management Program Case Reads

DHHS Statewide CQl Meeting

Number of Program Cases Reviewed

370

330

290

250

210

170

130

90 -+

50 -+

10 -

Child Care Change Management - Program Cases Reviewed

w2012
N 2013
w2014
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Goal Statement: The Child Care program will move towards the goal of 95% accuracy on actions taken on all
Child Care household cases.

Child Care: Change Management

Strengths/Accomplishments: : Internal Review - Child Care Change Management
Captivate Video released: NS Overall Case Accuracy Comparison

1. Closing CC Authorizations: 5/26/2014
2. Handling Resources: 6/16/2014

R.E.P. Released:
1. CCServices not authorized: 5/26/2014
2. Interview Tracking: 6/2/2014
3. CClncome: 6/9/2014

Action Items:

1. SCR 14389 for July 13 will Eliminate the
duplicate Mail Received Alerts Exist work
task.

2. SCR 14954 for July 13 will add a Death
indicator on an SSA record.

Percentage Correct

Barriers:

Internal Review - Child Care Change Management
Overall Element Accuracy Comparison

. 2012

2013
90%

w2014

85%

s Goal
Level
80%

75%

-
=]
@
=
=
[=1

(]
7]
20
©

-
=
@
=)
=
1)

a

70%

65% -
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Child Care: Change Management

T
L}
a5
o]
]
-
Q
=
=
L
Y
[s]
L)
[T}
M
=
c
L}
18]
1=
@
o

Child Care Change Management - Highest Element Error Percentages

45%
40%
35%
30%
25%
20%
15%
10%

5%

0%

March - May 2014

B Earned Income
B Authorization

1 Procedure

March - May 2014
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'1ange I\/Ianagement

|| 119Elements
Reviewed

102 Elements
Reviewed

Child Care Change Management March - May 2014
Earned Income - Most Frequent Causal Factors Cited

10

140 Elements
Reviewed

B New earned income

incorrectly anticipated
/ prospected

M Income incorrectly

-
[
o=
(&)
=
=]
2
=
w
e
[=]
>
o
c
[
]
o
[
=4
w

included/excluded

Mar-14 Apr-14

™ Past 30 days income
not obtained requested

May-14

Frrequency of Error Cited

Child Care Change Management March - May 2014
Authorization - Most Frequent Causal Factors Cited

] 94 Elements

101 Elements
Reviewed

102 Elements

. [ ]
Reviewed Incorrect hours/days

Reviewed

authorized

B Authorization dates are

inconsistent with information
known to agency

= Approved activity and hours
not described using correct

authorization description

B Family fee incorrectly
described in authorization
description

Mar-14 Apr-14

May-14

Frequency of Error Cited

10 192 Elements
Reviewed

Child Care Change Management March - May 2014
Procedure - Most Frequent Causal Factors Cited

B Alert/Work Task accepted
and cleared but not acted
upon correctly

212 Elements
Reviewed

162 Elements
Reviewed

B Alert/Work Task accepted
and cleared but not acted
upon

p
VR not used

Mar-14

m VR requested information
that was not needed

B Closure Incorrect

M Failed to close program case

Apr-14 May-14
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Aid to Dependent Children Accuracy

ADC - Overall Case Accuracy & Master Case Reads Completed
Per Service Area/CSC
100%
m Mar-14
90%
= Apr-14
g 80% w May-14
5 70%
o
k2
& 60%
g
E 50%
40%
30%
ADC All Functions - Statewide Overall Case Accuracy
Total ADC Master Case Reads Completed
100%
m Mar-14
80%
= — = Apr-14
£ 300 = May-14
S 60%
(5]
&
=
8 40%
&
20%
0%
Statewide
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Aid to Dependent Children: Interviewing Program Case Reads

ADC Interviewing - Program Cases Reviewed

W 2012
100 N 2013

m2014

Number of Program Cases Reviewed
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: —— Goal Statement: The Aid to Dependent Children program will move towards the goal of 95% accuracy on actions
Aid to.Dependent Child: taken on all Aid to Dependent Children household cases.

Interviewing
—

gths/ pli : 4 . p
strengths/Accomplishments Internal Review - ADC Interviewing
R.E.P. Released:

1. Interview Tracking: 6/2/2014 o= Overall Case Accuracy Comparison
2. Scheduling Interviews 6/16/2014

Action Items:
1. SCR 14866 will create a prefilled EA
Review/Recert applications.
2. SCR 15056 Verif request
correspondence will be added to CBI.

3. SCR 15370 will fix a bug with
rescheduling interviews.

Percentage Correct

Barriers:

Internal Review - ADC Interviewing
Overall Element Accuracy Comparison

100%
— 2012
S5% m— 2013
90% 2014
wsssnGoal

85% Level

Percentage Correct

80%

75%

70% -
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Aid to Dependent Children: Interviewing

Aid to Dependent Child : Interviewing

Success Stories:

1. Unearned Income
-Removed Causal: Child Support
amount not requested/requested
incorrectly, last error cited 2/2014

Percentage of Errors Cited

20%

15%

10%

5%

0%

ADC Interviewing - Highest Element Error Percentages
March - May 2014

B Unearned
Income

® Household
Comp

= Procedure

M Resources

March - May 2014
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Aid to Dependent Children:

b
[7}
=
(8]
=
o
=
=
w
4
(=)
>
[}
c
o
3
=4
(7}
=4
o

ADC Interviewing March - May 2014

Unearned Income- Most Frequent Causal Factors Cited

[ | 99 Elements 59 Elements 77 Elements
Reviewed Reviewed L Reviewed | m Potential benefits
not explored
B IUCnot
requested/requeste
d incorrectly
T
Mar-14 Apr-14 May-14

Frequency of Error Cited

=

N

ADC Interviewing March - May 2014

Procedure - Most Frequent Causal Factors Cited

100 Elements 60 Elements 79 Elements
Reviewed Reviewed Reviewed
0 0 0 0
Mar-14 Apr-14 May-14

= VR incomplete/not
specific/not used

W EF Program case in
incorrect status

™ Failed to create WP-1/
WP-1
incorrect/incomplete

m VR sent but not
needed

nterviewing

Frequency of Error Cited

ADC Interviewing March - May 2014

Household Comp - Most Frequent Causal Factors Cited

T ] 99 Elements 59 Elements 80 Elements
Reviewed Reviewed Reviewed
T T
Mar-14 Apr-14 May-14

m 16, 17, 18 year old
school attendance
verification not
requested/requested
incorrectly

B Verification of
relationship not
requested

= Verification of
pregnancy not
requested

Frequency of Error Cited

ADC Interviewing March - May 2014

Resources - Most Frequent Causal Factors Cited

10 11 99 Elements 60 Elements 79 Elements
Reviewed Reviewed Reviewed
8
6
4
2
’ - B |
Mar-14 Apr-14 May-14

H Failed to address
motor vehicle

B Verification of
resources not
requested/requested
incorrectly
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Aid to Dependent Children: Processing Program Case Reads

ADC Processing - Program Cases Reviewed

ok,
oW, (NG
¢ )
@)

140

120 m 2012
w2013
w2014

Number of Program Cases Reviewed
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Goal Statement: The Aid to Dependent Children program will move towards the goal of 95% accuracy on actions taken
on all Aid to Dependent Children household cases.

Aid to Dependent Child :
Processing

Strengths/Accomplishments: - Internal Review - ADC Processing
Captivate Videos released: Overall Case Accuracy Comparison
1. Handling Resources:
6/16/2014
R.E.P. Released:
1. ADC Earned Income:
4/21/2014

Action Items:

1. SCR 14389 for July 13 will
Eliminate the duplicate Mail
Received Alerts Exist work task.

2. SCR 14866 will create a prefilled
EA Review/Recert applications.

3. SCR 15056 Verif request
correspondence will be added to
CBI.

4. SCR 15067 will correct deeming
logic for payment only cases.

5. SCR 15322 Fix a failure path in
budgeting logic to deny ADC.

Percentage Correct

Internal Review - ADC Processing
Overall Element Accuracy Comparison

Barriers:
100%

2012
95%

0013
90%

2014

s Goal
Level

85%

80%

Percentage Correct

75%

70%
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Aid to Dependent Children: Processing

Aid to Dependent Child :
Processing

Success Stories:
ADC Processing - Highest Element Error Percentages

1. Child Support
March - May 2014

*Removed Causal: Child
Support documentation
missing or incomplete,

last error cited 2/2014 35%
M Earned Inc
— 30% ar ome
o
o 25% H Child Support
(%]
S
v 20% = Resources
G
% 15% m Procedure
€
S 10%
3]
o

5%

0%

March - May 2014
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Aid to Dependent Children: Processing

Frequency of Error Cited

ADC Processing March - May 2014
Earned Income - Most Frequent Causal Factors Cited

ADC Processing March - May 2014
Child Support - Most Frequent Causal Factors Cited

10 — |-
93 Elements 100 Elements 111 Elements ® Earned income
Reviewed Reviewed Reviewed incorrectly anticipated /
8 prospected
B Income incorrectly
6 included/excluded
4 = Documentation
missing/incomplete to
support prospective
2 income
M Self Employment income
0 o0 not annualized/budgeted
0 + incorrectly

Apr-14

May-14

92 Elements
Reviewed

94 Elements
Reviewed

97 Elements

Reviewed

m Child support

referral not made

o
[
=
(]
-
(=]
=
=
w
[
5 10
>
=)
c
v
2
o
9]
=
w

Mar-14

Apr-14

May-14

Frequency of Error Cited

ADC Processing March - May 2014

| 95Elements
18

Reviewed

Resources - Most Frequent Causal Factors Cited

100 Elements
Reviewed

104 Elements
Reviewed

| W Resource incorrectly
— included

M Resource incorrectly
excluded

[ Budgets not updated
with

declared/documented
resources

® Motor vehicle
incorrectly
included/excluded

ADC Processing March - May 2014
Procedure - Most Frequent Causal Factors Cited

Frequency of Error Cited

(= . = B = =]

Mar-14

Apr-14

May-14

20 |

104 Elements 109 Elements 118 Elements B Review dates not
18 1| Reviewed Reviewed Reviewed B updated/updated
16 incorrectly
14 B Failed to send WP-3
12

1 Denial Incorrect

M EF Program case in
incorrect status
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Aid to Dependent Children: Change Management Program Case Reads

ADC Change Management - Program Cases Reviewed

150
140 w2012
130
120
110
100
90
80
70
60
50
40
30
20
10

N 2013

w2014

Number of Program Cases Reviewed
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Goal Statement: The Aid to Dependent Children program will move towards the goal of 95% accuracy on actions

Aidto Dependent child: Change taken on all Aid to Dependent Children household cases.
Management ‘

( - Internal Review - ADC Change Management
. : . 3
Strengths/Accomplishments: . Overall Case Accuracy Comparison

Captivate Video released:
1. Handling Resources: 6/16/2014

Action Items:

1. SCR 14389 for July 13 will Eliminate
the duplicate Mail Received Alerts Exist
work task.

2. SCR 14954 for July 13 will add a Death
indicator on an SSA record.

Percentage Correct

Barriers:

Internal Review - ADC Change Management
Overall Element Accuracy Comparison

95% 2012

- 2013

90%
2014

85%

e GoOal
Level

80%

Percentage Correct

75%

70%

65%
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Aid to Dependent Children: Change Management

Aid to Dependent Child : Change
Management

Success Stories:

1. Procedure
- Removed Causal: Alert/WT
accepted and cleared but not
acted on, last error cited
2/2014

Percentage of Errors Cited

30%

25%

20%

15%

10%

5%

0%

ADC Change Management - Highest Element Error Percentages

March - May 2014

B Earned Income

B Procedure

I Unearned Income

March - May 2014
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Aid to Dependent Children: Change Management

ADC Change Management March - May 2014
Earned Income - Most Frequent Causal Factors Cited
5 7| 37 Elements 29 Elements 31 Elements |
Reviewed Reviewed Reviewed ® Earned income
2 4 incorrectly anticipated
S [ prospected
S
E 3
5 B Documentation
Z missing/incomplete to
§ 2 support prospective
3 income
. 1 © Income incorrectly
included/excluded
0 0 0 0
0
Mar-14 Apr-14 May-14

Frequency of Errors Cited

ADC Change Management March - May 2014
Procedure- Most Frequent Causal Factors Cited

[| 99 Elements

|| 88Elements
Reviewed

91 Elements

; H Failed to send WP-3
Reviewed

Reviewed

® Failed to close program
case

= Information provided,

not acted on, updated

M EF Program case in
incorrect status

B Closure Incorrect

Apr-14

May-14

o
]
=
[&]
-
o
=
=
w
[
(=)
>
o
c
o
S
o
a
=
w

| 4Elements

ADC Change Management March - May 2014
Unearned Income - Most Frequent Causal Factors Cited

15 Elements 6 Elements

B Shelter
contribution not

Reviewed Reviewed Reviewed

considered

B Child Support
amount incorrect
/ not allowed /

not removed

W SSA amount

incorrect / not
budgeted / not
removed

d .

Mar-14 Apr-14 May-14
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Low-Income Home Energy Assistance Program: Accuracy

LIHEAP All Functions - Statewide Overall Case Accuracy
Total LIHEAP Master Case Reads Completed

100%

W Mar-14

80% mApr-14
m May-14

60%

40%

Percentage Correct

20%

0%

Statewide
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Low-Income Home Energy Assistance Program Processing Program Case Reads

LIHEAP Processing - Program Cases Reviewed
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Goal Statement: The Low-Income Home Energy Assistance Program program will move towards the goal of 95%

Low-Income Home Energy Assistance
rey accuracy on actions taken on all Low-Income Home Energy Assistance Program household cases.

Program: Processing

Strengths/Accomplishments: : Internal Review - LIHEAP Processing

Captivate Video released: o) e A C ;
1. Handling Resources: 6/16/2014 VElRY, “gsCaRslIasyiCiparisog

Action Items:

1. SCR 14389 for July 13 will Eliminate the
duplicate Mail Received Alerts Exist work
task.

2. SCR 14866 will create a prefilled EA

Review/Recert applications. g

3. SCR 15056 Verif request correspondence will é
be added to CBI. o

©

=

[+8}

Barriers: s
o

Internal Review - LIHEAP Processing
Overall Element Accuracy Comparison

Level
60% +—

100%
2012
90%
2013
g 0%
e 80%
S 2014
2
% -
K 70% e Goal
=
@
o
S
o

50% -+

40%
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Low-Income Home Energy Assistance Program: Processing

Low-Income Home Energy Assistance
Program: Processing

Success Stories:

1. Unearned Income:
Removed Causal: SSA Gross
used rather than net due to OP,
last error cited 2/2014

Percentage of Error Cited

LIHEAP Processing - Highest Element Error Percentages

March - May 2014

30% -

25% -

20% -

15% -

10% -

5% -

0% -

March - May 2014

B Earned Income
B Unearned
Income

1 Application

M Resources
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Low-Income Home Energy Assistance Program: Processing

Frequency of Errors Cited

LIHEAP Processing March - May 2014
Earned Income - Most Frequent Causal Factors Cited

107 43 Elements

36 Elements 26 Elements

L Reviewed

M Income incorrectly
included/excluded

Reviewed

B Earned income

incorrectly anticipated /
prospected

1 Verification of
employment was not
received to process

Mar-14 Apr-14 May-14

-
3
=
(9]
=
2
-
&
-
=]
c
@
5
=3
o
w

W‘ 45 Elements

LIHEAP Processing March - May 2014
Unearned Income - Most Frequent Causal Factors Cited

| 35Elements 27Elements |
i Reviewed M SSA amount incorrect /

not budgeted / not
removed

u Child Support amount
incorrect / not allowed /

bk

not removed

» VA/Other unearned
income incorrect / not
budgeted / not removed

Mar-14 Apr-14 May-14

Frequency of Error Cited

LIHEAP Processing March - May 2014
Application - Most Frequent Causal Factors Cited

20 771 21 Elements 51 Elements 50Elements |
18 —{ Reviewed Reviewed Reviewed | ®Valid
16 application not
o processed
12
10
8
6
4
-
0 T T
Mar-14 Apr-14 May-14

Frequency of Error Cited

10

LIHEAP Processing March - May 2014
Resources- Most Frequent Causal Factors Cited

48 Elements
Reviewed

35 Elements
Reviewed

23Elements |
Reviewed

B Resource incorrectly

excluded

B Resource incorrectly
included

m Equity value
incorrectly
determined

Mar-14

Apr-14 May-14
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Low-Income Home Energy Assistance Program: Change Management Program Case Reads

LIHEAP Change Management - Program Cases Reviewed

90

w2012

N 2013

w2014

Number of Program Cases Reviewed
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Low Income EnergyAssistance Goal Statement: Goal Statement: The Low-Income Home Energy Assistance Program program will move
Program: Change Management towards the goal of 95% accuracy on actions taken on all Low-Income Home Energy Assistance Program
household cases.

Strengths/Accomplishments:

Captivate Video released:
1. Handling Resources: 6/16/2014 SO B Internal Review - LIHEAP Change Management
Overall Case Accuracy Comparison
Action Items:
1. SCR 14744 will clean up budgets when
Ccrossing energy years.

2. SCR 13195 will add the account number to
the benefit summary.

3. SCR 13914 will maintain an provider’s
history when name is updated.

4. SCR 13533, 14453 and 14744 will clean up
various budget related issues.

Percentage Correct

Barriers:

Internal Review - LIHEAP Change Management
Overall Element Accuracy Comparison

! — 2012
— 2013
2014
d i i s Goal
1] — N B - T =W Level
T : T 1 T : T 1 T 1
S o ot & F

Percentage Correct

100%
95% -
90%
85%
80%
75% -
70%
65%
& & &

S o"’c\
& 5 + Q&Q S \;0“@ s égﬂ*‘
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Low-Income Home Energy Assistance Program: Change Management
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LIHEAP Change Management - Highest Element Error Percentages

35%

30%

25% -

20% -

15%

10%

5% -

March - May 2014

m Crisis
H Procedure

® Earned
Income

March - May 2014
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Low-Income Home Energy Assistance Program: Change Management
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LIHEAP Change Management March - May 2014
Crisis - Most Frequent Causal Factors Cited

8 Element 6 Elements 2 Elements
Reviewed Reviewed Reviewed
0
Mar-14

W Second crisis not
processed correctly-
extenuating
circumstances not
sent to policy

| Crisis approved
incorrectly-
household has CSE or
EF sanction

Frequency of Errors Cited

LIHEAP Change Management March - May 2014
Procedure - Most Frequent Causal Factors Cited

> 7| 23Elements 11 Elements 13 Elements
Reviewed Reviewed Reviewed

4

3

2

1 =

O |

Mar-14 Apr-14 May-14

B Denial Incorrect

B VR not used

m Approval incorrect

Frequency of Errors Cited

4 Elements
Reviewed

2 Elements

Reviewed

3 Elements

Reviewed

Mar-14

Apr-14

May-14

LIHEAP Change Management March - May 2014
Earned Income - Most Frequent Causal Factors Cited

m VR of income change
missing

o Earned income
incorrectly anticipated
[ prospected

m Tips ledger not
complete/budgeted
correctly
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Assistance to the Aged, Blind, or Disabled Payment Accuracy

AABD - Overall Case Accuracy & Master Case Reads Completed
Per Service Area/CSC
100%
m Mar-14
- 80% = Apr-14
é o m May-14
&
8 40%
&£
20%
0%
AABD All Functions - Statewide Overall Case Accuracy
Total AABD Master Case Reads Completed
100%
m Mar-14
80%
g 140 m Apr-14
= m May-14
S 60%
%)
&
=
< 40%
e
20%
0%
Statewide
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Assistance to the Aged, Blind, or Disabled Payment: Interviewing Case Reads

AABD Interviewing - Program Cases Reviewed

120

w2012

100
m 2013

m2014

Number of Program Cases Reviewed
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Goal Statement: The Aid to the Aged, Blind and Disabled Payment program will move towards the goal of 95%
Assistance to the Aged, Blind, or accuracy on actions taken on all Assistance to the Aged, Blind, or Disabled Payment Payment household cases.

Disabled Payment: Interviewing

Strengths/Accomplishments: : Internal Review - AABD Interviewing
R.E.P. Released: ’ Overall Case Accuracy Comparison

1. Interview Tracking: 6/2/2014
2. Scheduling Interviews 6/16/2014

Action Items:
1. SCR 14866 will create a prefilled EA =
Review/Recert applications. g
2. SCR 15056 Verif request correspondence ';’,
will be added to CBI. &
3. SCR 15370 will fix a bug with rescheduling g
interviews. &
Barriers:

Internal Review - AABD Interviewing
Overall Element Accuracy Comparison
0% _— )(012
95%
013
8 o0
‘g - 0014
= 85%
% 2 s Goal
= 80% Level
2
& 75%
70%
& A e N ¢ N & 5 & 3 3
& Fi e @SS
N R R (SR &
2 s 9
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Assistance to the Aged, Blind, or Disabled Payment: Interviewing

Assistance to the Aged, Blind, or
Disabled Payment: Interviewing

Success Stories:
AABD Interviewing - Highest Element Error Percentages
March - May 2014

1. Removed Resource Element, last
error cited 2/2014

10%
9%
8%
7%
6%
5%
4%
3%
2%
1%
0%

B Deductions

B Procedure

I Application

Percentage of Errors Cited

March - May 2014
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Assistance to the Aged, Blind, or Disabled Payment: Interviewing

AABD Interviewing March - May 2014
Deductions - Most Frequent Causal Factors Cited

& 71 28 Elements 30 Elements 25 Elements
Reviewed Reviewed | Reviewed | m Verification of
5 shelter expenses
not requested
4 -

M Inconsistency in
& shelter expenses
not addressed

Frequency of Error Cited

= Verification of
shelter expenses

1 -
0 0 . 0 0 0 0 0 not needed
0 -

Mar-14 Apr-14 May-14

AABD Interviewing March - May 2014
Procedure - Most Frequent Causal Factors Cited

AABD Interviewing March - May 2014
Application - Most Frequent Causal Factors Cited

5 —— 27 Elements 28 Elements ]
Reviewed Reviewed 29 Elements M Interview Tracking not > 25 Elements 28 Elements 32 Elements
eviewe eviewe Reviewed updated L. Reviewed Reviewed Reviewed B Interview not needed
=]
o 4 & 4
a= =
o B VR not used Y
= 3 2
= =
= u -  Application form
o ° h
> VR sent but not needed - guestions not
E 2 E 2 answered
o =]
i = -
Lo M Inconsistent/incomplete E a4 I Interview letter
information not created incorrectly
0 0 0 0 resolved
0 T T 1 0 |

Mar-14 Apr-14 May-14

Mar-14 Apr-14 May-14
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Assistance to the Aged, Blind, or Disabled Payment: Processing Program Case Reads

AABD Processing - Program Cases Reviewed
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Goal Statement: The Aid to the Aged, Blind and Disabled Payment program will move towards the goal of 95% accuracy on
actions taken on all Assistance to the Aged, Blind, or Disabled Payment Payment household cases.

Assistance to the Aged,
Blind, or Disabled
Payment: Processing

Internal Review - AABD Processing

Strengths/Accomplishments: : Overall Case Accuracy Comparison
Captivate Video released:

1. Handling Resources:
6/16/2014

Action Items:

1. SCR 14389 for July 13
will Eliminate the
duplicate Mail Received
Alerts Exist work task.

2. SCR 14866 will create a
prefilled EA
Review/Recert
applications.

3. SCR 15056 Verif request
correspondence will be
added to CBI.

4. SCR 15067 will correct
deeming logic for
payment only cases.

Percentage Correct

Internal Review - AABD Processing

Barriers: Overall Element Accuracy Comparison

2012

—— 2013
- 2014

e Goal
Level

Percentage Correct
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Assistance to the Aged, Blind, or Disabled Payment: Processing

Assistance to the Aged,
Blind, or Disabled
Payment: Processing

Success Stories:

1. Narrative:

-Removed Causal:
Narrative not
adequate Review,
last error cited
2/2014
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20%
18%
16%
14%
12%
10%
8%
6%
4%
2%
0%

AABD Processing - Highest Element Error Percentages
March - May 2014

M Deductions

M Procedure

" Narrative

March - May 2014
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Assistance to the Aged, Blind, or Disabled Payment: Processing

AABD Processing March - May 2014
Deductions - Most Frequent Causal Factors Cited
6 7 28Elements 43 Elements 40 Elements [
g Reviewed Reviewed Reviewed m Shelter deduction
S 2 incorrect
S
E 4 W Verifications
g_ 3 missing
c
g
= 2
1 Al
0 -
Mar-14 Apr-14 May-14

AABD Processing March - May 2014 AABD Processing March - May 2014
Procedure - Most Frequent Causal Factors Cited Narrative - Most Frequent Causal Factors Cited
101 30 Elements 50 Elements 49 Elements 5
Reviewed Reviewed - M Denial Incorrect 29 Elements 48 Elements 47 Elements
= . eviewe eviewe Reviewed T Reviewed Reviewed Reviewed M Narrative not
= - 5 4 adequate Procedure
o M Review dates o
2 o
£ 6 not updated E :
& S M Narrative not
o~ = a A
g h E . adequate Application
3 e
= g
I: 2 : 1 .
0 0 0
o | ° ° 0
Mar-14 Apr-14 May-14 Mar-14 Apr-14 May-14
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Assistance to the Aged, Blind, or Disabled Payment: Change Management Program Case Reads

AABD Change Management - Program Cases Reviewed

250

m 2012
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w2014

200
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Assistance to the Aged, B|ind, or Goal Statement: The Aid to the Aged, Blind and Disabled Payment program will move towards the goal of
Disabled Payment. Change 95% accuracy on actions taken on all Assistance to the Aged, Blind, or Disabled Payment Payment household
cases.

_[Vianagement

Strengths/Accomplishments: .
Captivate Video released: ( Internal Review - AABD Change Management

1. Handling Resources: 6/16/2014 : Overall Case Accuracy Comparison

Action Items:

1. SCR 14389 for July 13 will Eliminate the
duplicate Mail Received Alerts Exist
work task.

2. SCR 14954 for July 13 will add a Death
indicator on an SSA record.

Barriers:

Barriers:

Percentage Correct

Internal Review - AABD Change Management
Overall Element Accuracy Comparison

2012

2013

w2014

s Goal

Level

Percetnage Correct
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Assistance to the Aged, Blind, or Disabled Payment: Change Management

Assistance to the Aged, Blind, or
Disabled Payment: Change
Management

Success Stories:
1. Procedure

-Removed Causal: Alert/WT
accepted and cleared but not
acted on, last error cited 2/2014
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AABD Change Management - Highest Element Error Percentages

70%

60%

50%
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March - May 2014

March - May 2014

M Unearned
Income

B Procedure

» Deductions

B Overpayment/
Underpayment
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Assistance to the Aged, Blind, or Disabled Payment: Change Management

Frequency of Error Cited

arned Income - Most Frequent Causal Factors Cited

7 AABD Change Management March - May 2014

¥
.
a3
=, =8

> 77| 13 Elements 27 Elements 10Elements |
Reviewed Reviewed Reviewed B VA amount incorrect /

1 not budgeted / not
removed

2 M SSA amount incorrect
/ not budgeted / not

R removed

o ¥ Incorrect FBR in
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AABD Change Management March - May 2014
Procedure - Most Frequent Causal Factors Cited

5 1| 25Elements 47 Elements 13 Elements
Reviewed Reviewed Reviewed B VR not used
4
B Review dates not
3 updated
I Failed to resolve
25 client concerns
$ M Closure incorrect
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AABD Change Management March - May 2014
Deductions - Most Frequent Causal Factors Cited

10 - 17 Elements 25 Elements 7 Elements B Verifications
Reviewed Reviewed Reviewed missing
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AABD Change Management March - May 2014
Overpayment/Underpayment - Most Frequent Causal Factors Cited

| 1Element 8 Elements 4 Elements
Reviewed Reviewed Reviewed
M Overpayment not
identified/processed
B Overpayment
incorrect
0 0 0
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Total Case Reviews Completed

Total Case Reads Completed
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CHAPTER 5: WORKFORCE STABILITY

Outcome Statement: Economic Assistance is well-
qualified, trained, supervised and supported.
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Goal Statement: Economic Assistance is well-qualified, trained, supervised and supported.

SSW + SSW/T Vacancy

Rate March 2014 April 2014 May 2014
Strengths/Accomplishments:

L. The total vacancy rate for the Location of SSW + SSW/T asof 332014 asof 4/1/2014 asof 5/1/2014

Local office has remained at
less than 5%.

Vacant | Total |[Vacancy| Vacant | Total |[Vacancy| Vacant | Total | Vacancy
Positions | Positions | Rate | Positions | Positions | Rate | Positions | Positions | Rate

_ Central Service Area EA* 1 28 3.6% 1 28 3.6% 1 28 3.6%
Actionflems: Fastern Service Area EA¥ 3 5 |em | 3 | & |em| 3 5| 67
Northern Service Area EA* 1 23 4.3% 1 23 4.3% 2 23 8.7%

_ Southeast Service Area EA¥ 1 33 3.0% 1 33 3.0% 1 33 3.0%
s Western Service Area EA¥ 1 20 | 50% | 0 19 |00 | 0 20| 0.0%
Fremont CSC ) 19 | 17% | 5 19 | 42% | 7 19 | 59%

Scottsbluff CSC 1 8 | 1% | o 8 |00 | 3 8 | 614

Total 10 350 | 29% | 1l 349 | 32% 19 350 | 54%

The above chart: Shows the percentage of vacancies throughout the service areas. These
results are based on employees leaving DHHS, not leaving the state..




